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Book Reviews 199organisational identity. Identity creation and maintenance
are important because they help an organisation build and
maintain its relationships with the audience or society at
large. Chapter 6 provides rhetorical perspectives on
organisational identity and maintenance as the identity
rhetoric is an important category of organisational rhet-
oric on its own and plays a central role in the other types
of rhetoric.
Organisations spend a great deal of time and money
attempting to influence public policy and perceptions of
public policy. Since organisationally influenced public
policy can have an enormous impact on the lives of indi-
viduals and because of the inherent power imbalance
between individuals and organisations, it is important to
apply a critical lens to issue management rhetoric. Chapter
7 provides a framework for analysing and critiquing issue
management and maintenance rhetoric.
Organisations, either by their nature or because of
a particular action they plan to take, can pose potential
risks to their communities. For example, an energy
company may want to construct a nuclear reactor, and this
may cause anxiety among local audiences about health and
safety. Situations like these can threaten an audience’s
perception of both an organisation’s competence and its
concern for the community, and threaten the organisation’s
positive identity. These challenges require a special type of
rhetoric and Chapter 8 covers organisational risk rhetoric.
Organisations face challenges to their reputations every
day, a recent example being the BP oil well leak in the Gulf
of Mexico. These situations endanger the faith and trust of
audiences in those organisations and result in what is
termed rhetorically as an ‘organisational crisis’. Chapter 9
explores the rhetorical situations created by crisis events
and highlights the role of rhetorical strategies in planning
for and responding to crises in organisations.
Apart from influencing external audiences, organisations
use rhetoric to influence internal audiences such as its
employees. This is done through orientation programmes
and training material, in-house newsletters, or activities
such as displaying employee of the month plaque etc. Each
of these symbolic creations attempts to influence how
members (or potential members) think, feel, and behave
towards the organisation. Chapter 10 explores the rhetor-
ical situation inside the organisations and examines how
a variety of organisational rhetorical strategies are used to
address internal exigencies, audiences and constraints.
In summary, the authors have made a commendable
attempt to simplify an otherwise difficult construct of
organisational rhetoric. The book is full of tools, templates
and worksheets to help a practitioner of organisational
communication use this book effectively. The book is also
relevant to scholars and researchers of organisational
communication as it is the first of its kind, focusing on the
area of organisational rhetoric.
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The decentralisation of public services to the urban local
bodies (ULBs) became effective in India in the early 1990s
with the inclusion of the twelfth schedule in the 74th
constitutional amendments. The schedule had a list of 18
functions that should be devolved to the urban local
governments. This book addresses an important issue that
has plagued the urban local governments: effectiveness
and efficiency in service delivery by the local governments.
The authors have used the marginal cost approach in the
water sector to drive their methodology and policy
perspectives. The authors have argued that the phenom-
enon of urban service delivery in India has to be placed
within the context of either controlled migration or
changes to the user charges (p5). This is in line with
Williamson’s (1988) analysis on migrants and the social
costs created by them.
The book can be divided into three parts: the different
approaches to the calculation of costs for the provision of
urban water services; the status of other services and the
reform process; and case studies to comprehensively
analyse the reform process and draw conclusions from the
same. One of the main points of justification given for
estimating the marginal cost of water has been the data
intensive nature of the variable. For other services like
solid waste management and street lighting, the authors
have compared the actual expenditure with the desired
level of expenditure to determine the nature of services
delivered. Another interesting assumption the authors have
made has been the impact of migrants on services like road
infrastructure:‘Among other factors, migrants could be
responsible for the damage caused to the roads, if they do
not last for the entire period for which they were built’ (p
18). Along with this assumption, there are important
questions that are being tested by the authors with respect
to the issue of marginal costs. One set of research queries
deals with the financial status of service delivery outcomes,
and the second set argues that irrespective of the finances,
the institutional structures in a particular urban centre are
highly influential for effective service delivery in a multitier
government setting.
The second set of questions has been analysed with the
in-depth case studies of Ludhiana and Rajkot. These case
studies analyse in depth all the aspects of city administra-
tion, right from the demographics to the institutional
structures of the local governments and the relations of the
local governments with their state counterparts. The
overlapping jurisdiction between the city corporations and
the other agencies, though mentioned in other literature,
200 Book Reviewshas been dealt with convincingly by the authors. In terms of
cost recovery, under pricing and large scale subsidisation of
services have been the culprits in poor service delivery.
This has been further augmented by local governments
being under complete control of the state governments,
and with the spatial and functional domains of the different
institutions being distinct. One of the most important
questions addressed by the book is the lack of supply
mechanisms to address the changes in the infrastructural
demand triggered by population growth or other factors.
A fractured institutional structure, low capacity and
chronically poor service delivery are some of the features
that are common to both the cities that have been studied.
While the book is a good attempt to study the level of
urban services in select cities, it contains several general
statements which need to be viewed with caution (‘Urban
water services are important to economic growth, produc-
tivity and poverty reduction’ p23). The selection of cities
for the estimation of marginal costs has been based on
population, zonal representation, fiscal arrangements (the
cities of Pune and Surat which are still financed by octroi
are covered in addition to cities which have no such luxury),
and institutional arrangements for water. The results from
the marginal cost pricing method are quite motivating and
unique. The results have also brought out the differences
between domestic and non-domestic customers, and the
ability of certain cities to obtain a surplus after tariff
revisions due to the higher payment by non-domestic
customers, such as in Bangalore. When covering the need
for water service delivery reforms in Ludhiana, the authors
emphasise the importance of a comparison of actual versus
available service delivery and the need to deal with
systemic inefficiencies that allow for unaccounted water
and ground water contamination.This book tries to answer a very simple question: ‘How
can service delivery be improved in India?’ By bringing out
the differences between expenditure and costs, using
Williamson’s perspective in analysing migrants and the
social costs created by them, and studying the meaning and
the effectiveness of reforms in certain unique cities, the
authors have brought out the importance of all these issues
in the current state of city administration in the country.
The government’s urban reform process through the
Jawaharlal Nehru National Urban Renewal Mission
(JNNURM) has been widely invoked through which the
central government has concentrated on phased cost
recovery measures (though no mention is made of marginal
costs). A fresh perspective on local government costs and
expenditures, a unique dedication line, the in-depth focus
on JNNURM and the case studies are the positive aspects.
However, the authors have tried to cover too many aspects
of service delivery, thus hiding their unique contributions
amidst the well known plight of urban reforms.
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